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Abstract 
The Study investigates the customer satisfaction level exposed by different demographic group of customers. 
The study also identifies the relative importance assigned to different selection criteria by customers  while 
choosing  Islami Bank Bangladesh Ltd. (IBBL), which was established in 1983 and the pioneer in Islamic 
Banking in Bangladesh. From comprehensive analysis, the study identifies a number of key findings that might 
help IBBL management for formulating their future competitive strategies. Firstly, the study identifies that 
customers irrespective of different demographic segments (gender, marital status, age, income level, education 
level and religion) are mostly satisfied with IBBL. Secondly, satisfaction level of customers does not 
significantly vary among different demographic group as measured through chi-square test and finally, 
‘compliance to Islamic shariah’ i.e. religious principles followed by ‘corporal efficiency’ as exposed by fast, 
efficient service and experienced management team  are the top most two bank selection criteria  as viewed by 
IBBL clients. 
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1. Introduction 
An Islamic Bank is a financial institution that operates with the objective to implement and materialize the 
economic and financial principles of Islam in the banking arena (Ahmad, 2007).  Islamic banking offers products 
and/or services (henceforth as services) which are very similar to those offered by conventional banks. However, 
the approaches of Islamic banks are distinctly different from the ones of conventional banks (Ahmad, 2000; 
Chapra, 2000; Dusuki & Abdullah, 2007; Hassan & Ahmed, 2001). Islamic banks fundamentally emerged to 
fulfill the needs of Muslims to enjoy banking products/services in conformity with Islamic principles (grounded 
in the Holy Qura’n and the Hadith). However, Islamic mode of banking is gaining popularity among the non-
Muslim consumers around the world as well.(Dusuki & Abdullah, 2007; Knight, 2007). 
In general, religion (Islam) is perceived as the main reason for choosing Islamic banks by the customers. 
However, studies in Malaysia, UAE, Kuwait found non-religious factors like efficiency, cost-benefit etc. in 
conjunction with religion as the influential factors behind choosing an Islamic bank (Dusuki and Abdullah, 2007; 
Wilson, 1995; Ahmad and Haron, 2002; Keuhn and Bley, 2004; Othman and Owen, 2001; Metawa and 
Almossawi, 1998). 
Customer satisfaction is critically important for its impact on customer retention and firm profitability (Caru and 
Cugini, 1999; Anderson and Mittal, 2000). A satisfied consumer will repeat the purchase of the product and 
convey positive messages about it to others (Dispensa, 1997). By contrast, a dissatisfied consumer is more likely 
to switch to an alternative service the next time he/she recognizes the same need. The  same customer  will also  
engage  in a  negative  word  of  mouth,  causing  a  serious  damaging  effect  on  the  business  (Naser  et al, 
1999;  Metawa  and  Almossawi,  1998).   Therefore,  it  is  vital  that  companies  make  sure that  their  
customers  are satisfied  with  the  services they offer. This has led to an increase in the popularity of measuring 
customer satisfaction in recent years (Gulledge, 1996). 
Since, Islamic banks perform the same essential functions as banks do in the conventional system, except that the 
need for them to carry out their transactions in accordance with the rules and principles of Islam (Henry and 
Wilson, 2004; Iqbal and Mirakhor, 2007), they have to face tremendous competition  from  Traditional Banks. 
So, understanding  the bank selection criteria  as well as satisfaction level  of different  demographic  profile of 
customers  is  important for  an Islamic Bank in attracting  target customers  and to  survive  in  the  competitive 
market successfully. 
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Bangladesh is the world's third largest Muslim majority country, with Muslims making up more than 85 percent 
of the population (Mamun, 2011). A significant portion of the population demanding interest-free banking for 
quite a long time to approach and devise their economic lives in accordance with the precepts of Islam.  The 
establishment of IBBL on March 13, 1983, is the true reflection of this inner urge of its people, which started 
functioning with effect from March 30, 1983. (http://bankinfobd.com/banks/24/Islami_Bank). At present, of the 
47 banks operating in the country, seven are now full-fledged Islamic banks, nine have Islamic banking branches 
and eight have Islamic banking windows (The Daily Star, 2011). Islami Bank Bangladesh Ltd. (henceforth as 
IBBL) is now one of the top performing banks in terms of business and profits among the commercial banks 
operating in the country. In this study, researchers have attempted to measure the customer satisfaction of IBBL 
with respect to the different demographic groups of customers, to identify the factors that bank customers 
consider when selecting a bank, and the relative importance they place on those factors. 
 
2. Brief Overview of IBBL 
IBBL was incorporated on 14th March, 1983, went into operation on 30th March, 1983 and introduced a full 
package of banking services in August 1983. This bank is considered as the first interest free -bank in South East 
Asia. The bank is committed to run all its activities based on Islamic Shariah. IBBL through its steady progress 
and continued success has, by now, earned the reputation of being one of the leading private sector banks of the 
country. It is committed to conduct all banking and investment activities on the basis of interest-free profit-loss 
sharing system. With 254 branches and 11,033 staffs, IBBL is the largest private banking network in Bangladesh 
(www.islamibankbd.com).  
 
3. Literature Review 
3.1 Customer Satisfaction 
During the last four decades, satisfaction has been considered as one of the most important theoretical as well as 
practical issues for most marketers and customer researchers (Jamal, 2004). Customer satisfaction is the feeling 
or attitude of a consumer toward a service after it has been used (Solomon, 1996; Wells and Prensky, 1996). 
Kolter and Armstrong (1999) defined customer satisfaction as the customer's perception that compare their pre-
purchase expectations with postpurchase perception. 
Banking  is  one  of  those  sectors  in  which  customer  satisfaction  has drawn a great  deal of attention by 
many researchers over the last decade  (Naser  et al., 1999;  Metawa and  Almossawi, 1998;  Boyd  et al., 1994;  
Levesque  and McDougall,1996;  Haron  et al.,1994;  Gerrard  and  Cunningham,  1997;   Othman and Owen,  
2001;  Anderson  et al., 1997;  Athanassopoulos  and  Labroukos, 1999; Yava  et al.,1997;  Jamal and Naser, 
2002; Gounaris et al., 2003; Yava et al., 2004;  Bielski, 2004). 
In almost every industry customers are becoming ever more demanding and in most markets customers have 
more options to choose from than ever before. Fornell (1992) upon a study on Swedish customers asserts that 
although customer satisfaction and quality appear to be important for all firms, satisfaction is more important for 
loyalty in industries such as banks, insurance, mail order, and automobiles.  
In the context of services, according to Naser et al.(1999), customer satisfaction is often related to factors such as 
service quality and service features, e.g., convenience, competitiveness, and location of service provider. Many 
researchers have placed emphasis on customer satisfaction in banks, and asserted that banks must focus on 
understanding the needs, attitudes, satisfactions and behavioral patterns of the market to compete successfully in 
today’s competitive marketplace (Kaynak et al., 1991). Holliday (1996) stated that banking is one of the many 
service industries where customer satisfaction has been an increasing focus of research. The reason is that 
competition in the banking sector is increasingly growing. Since, customer satisfaction has close relationship 
with customer retention especially in markets that are highly competitive and saturated like financial services 
(Lopez      et al., 2007), it is necessary to continuously monitor changes in satisfaction among different segments 
of customers.  
Zeithaml (2000) and Anderson et al. (2004) studied customer satisfaction with reference to Islamic and 
conventional banking.  Ittner et al.(1996) found a significant relationship between customer satisfaction and 
shareholders' wealth. Bolton (1998) conducted study in order to examine the relationship of customer 
satisfaction with financial as well as non-financial measures of Islamic and non-Islamic banks. In the study, he 
found a direct significant relationship of customer satisfaction with financial measures of bank and customer 
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retention. Wilson (1995) particularly identified the importance of customer satisfaction in the Islamic banks and 
stated that today Islamic banking is no longer a business entity serving religious obligations. The customers of 
Islamic banking rather include a wide array of people cutting across various religions. 
Determinant factors for customer satisfaction in Islamic banking industry vary across cultures. Levesque and 
McDougall (1996) pointed out  that convenience and competitiveness of the bank were two critical factors which 
were likely to influence the overall satisfaction levels of a customer. Othman and Owen (2001), in their study on 
Kuwait Islamic banking customers identified that most of the customers are satisfied with their overall and 
personal contact with bank staff. In Malaysian Islamic banks, it has been found that fast and efficient service, 
friendliness of bank personnel, confidentiality, and transaction speed are the key criteria that leads to customer 
satisfaction. (Amin and Isa, 2008). 
 
3.2 Customer’s Bank Selection Criteria 
Bank selection criteria have been heavily investigated over the past two decades (Anderson et al., 1976; Haron        
et al.,1994; Kaynak and Yavas, 1985; Khazeh and Decker, 1992; Ross, 1989). The bank selection criteria are 
expected to affect a customer's overall satisfaction towards his or her bank (Levesque and McDougall, 1996). 
Hegazy (1995) has investigated bank selection criteria for both Islamic banks and commercial banks. He 
concluded that the selection attributes for Islamic banks are different from those for commercial banks. 
Islam is the primary reason behind choosing Islamic banking. Customers in Islamic banks seriously consider 
whether the bank complies with Islamic Shariah rules in all stages of banking activities (Naser et al., 1999). The 
variables deemed important under religious (Islamic) construct include compliance to Shariah rules, offering of 
Shariah compliant services, offering interest free loans etc. Similarly, religious factors was also found as the  
important criteria of Islamic banks’ selection.  (Osman et al., 2009; Ahmad et al., 2010; Al-Ajmi et al., 2009; 
Metawa and Almossawi, 1998; Hassan et al., 2007; Gait and Worthington, 2008; Hegazy, 1995; Haque et al., 
2009; Okumus, 2005; Ahmad and Haron, 2002; Karim and Affif, 2006; Al-Sultan, 1999; Zainuddin et al., 2004; 
Dusuki and Abdullah, 2007). 
However, studies have also shown that religious belief is neither the only reason, sometimes, nor the primary 
reason behind choosing Islamic banking and is not even part of the selection criteria in some instances (Erol and 
El-Bdour, 1989; Haron et al., 1994; Ahmad and Haron, 2002). Apart from religious background, customers want 
a good use of their investment. They want the best cost-benefit tradeoff, branches and ATMs in convenient 
location, faster transaction processing, caring employees, good financial advices from managers, etc. (Naser et 
al., 1999). 
Boyd et al. (1994) placed importance on the marital status of the customers and found that customers are 
different in putting emphasis on various bank selection factors such as reputation, cost-benefit, efficiency etc. 
Naser et al. (1999) identified  “the image of the bank” as the most important bank selection criterion for the 
customers of  Islamic banks followed by “compliance to  islamic principles”. 
Bank selection criteria for IBBL customers’ were adopted from a previous study of Rashid et al. (2008), where 
the researchers identified bank selection criteria for six Islamic Banks of Bangladesh by applying a factorial 
regression analysis. In this study, sixteen bank selection criteria under six broad groups have been considered to 
examine the impact of demographic disparities on the bank selection criteria applied by diversified customers of 
IBBL in Bangladesh. They criteria are as follows: 
i. Corporal Efficiency (faster transaction and document processing, efficient managers, knowledge of customer’s 
business etc.),  
ii. Compliance (Provision of interest free loans, run on Islamic law and principles, provision of profit-loss 
sharing principles etc.),  
iii. Convenience (strong global and local network, sufficient transaction time, convenient branch location etc.),  
iv. Core banking (basic services, marketing program on availability of services, competitiveness in product 
offerings, uniform services in all branches etc.),  
v. Confidence (confidentiality of bank information, confidence in bank’s management and bank size of capital 
and asset etc.),  
vi. Cost-Benefit (lower service charge and average decent return).  
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4. Objectives of the Study 
This study has been conducted based on the following objectives:  
• To look into  the demographic profile of customers of IBBL. 
• To evaluate the pattern of satisfaction  exposed by different demographic groups of customers  of IBBL. 
• To examine whether there is a difference in the level of satisfaction of different kinds of demographic 
groups of customers (gender, marital status, age, income, level of education and religion). 
• To group the wide range of bank selection criteria into a few broad categories on the basis of their 
homogeneity and rank them on the basis of customer’s preferences. 
 
5. Methodology 
5.1 Sample and Data 
The study is descriptive in nature and based on both primary and secondary sources of data. Primary data was 
collected from 52 customers of three branches of IBBL in Dhaka City. Random sampling method was used to 
collect the data. Besides, face to face conversation with respective officers and customers were used to collect 
primary data. Profile of the respondents according to different demographic features has been furnished in Table-
1. Secondary Data were collected from various types of journals, articles, research report, annual report of IBBL 
and web site of the same. 
Table 1. Demographical Profile of the Respondents 
Demographic Group Classes Frequency Percentage 
Gender Male 36 69 
Female 16 31 
Marital Status Married 38 73 
Unmarried 14 27 
Educational Level High School 21 40 
Undergraduate 15 29 
Postgraduate 16 31 
Age Level 18-25Years 12 13 
25-35 Years 19 37 
35 Years + 21 40 
Income Level  
 (Monthly ) 
Less than BDT 10,000 17 33 
BDT 10,000 -20,000 24 46 
More than BDT 20,000 11 21 
Religion Muslim 43 83 
Non- Muslim 9 17 
5.2 Instrument for data collection 
The data were collected through a structured closed-ended questionnaire having two parts. The first part consists 
of questions designed to obtain some demographic information such as gender, marital status, educational level, 
age, income and religion along with a question for measuring overall satisfaction at the end of the first part of the 
Questionnaire.  
Fifteen bank selection criteria were listed in the second part, in order to measure the relative importance the 
respondents place on each criterion to select the IBBL. A five point Likert Scale ranging from 1 to 5 (with “1” 
meaning “Not at all important” and “5” meaning “Very Important”) have been used to measure the importance 
that the customers placed on each bank selection criterion. 
5.3 Hypothesis testing and Data Analysis 
Both of inferential and descriptive statistical techniques were used to analyze the data. Descriptive statistics such 
as mean, standard deviation, percentage and ranking were used to present summary statistics of the study 
Research Journal of Finance and Accounting                                                                                                                                    www.iiste.org 
ISSN 2222-1697 (Paper) ISSN 2222-2847 (Online) 
Vol.4, No.11, 2013 
 
32 
variables. Among the Inferential statistics, a chi-square test was used for comparison and drawing other 
inference about the variables. 
One of the objectives of this study is to determine whether the satisfaction level of  customers differ depending 
upon demographic characteristics like Gender, Marital status, Age, Educational level, Income Level and religion. 
To measure this, following hypothesis have been developed and chi-square (χ2) test was applied at 5% 
significance level. 
Ho:  There is no significant difference in the satisfaction level among different demographic groups towards 
IBBL. 
Ho1: There is no significant Difference in the satisfaction level of different gender group. 
Ho2: There is no significant Difference in the satisfaction level among married and unmarried people. 
Ho3: There is no significant Difference in the satisfaction level among married and unmarried people. 
Ho4:  There is no significant Difference in the satisfaction level among people of different Educational Group. 
Ho5: There is no significant Difference in the satisfaction level among customers having different Age Group. 
Ho6: There is no significant Difference in the satisfaction level among customers having different income. 
To accept or reject null hypothesis the calculated χ2 is compared with the tabulated χ2 at their respective degrees 
of freedom. 
 
6. Results and Discussion 
On the first part of this section, a cross sectional analysis has been made to find out the homogeneity of 
satisfaction level among different demographic group of customers with help of Chi Square test. Here customer 
satisfaction has been used as a parameter to measure the service standard of IBBL. In the last part of the analysis, 
16 variables were categorized and placed under six generic classes based on their homogeneity and ranking is 
made based on their means. This has highlighted the relative preferences bank customers placed on the different 
variables consisting of homogenous factors.  
 
6.1 Demographic Profile of Customers and their Satisfaction Level 
As mentioned earlier, respondents were categorized according to six different demographic characteristics: 
Gender, Marital Status, Age, Income, Educational level and Religion. Table-2 shows the level of satisfaction of 
different demographic groups of IBBL and the results of Chi Square test which shows the degree of homogeneity 
of satisfaction level among different demographic group. Among the male respondents, it is found that 82% is 
satisfied which is more than the satisfaction level of female respondents that is equivalent to 75%. It has also 
shown that under the category of Marital Status, 82% married respondents are satisfied while the satisfaction 
level of unmarried respondents is fairly lower than married respondent, which comprises to 71%.  
Among the respondents, customers having educational level of Post Graduate and undergraduate are more 
satisfied (81% and 80% respectively) than the group of high school level (76%). Respondents having income of 
more than BDT.20000 are more satisfied (82%) than another two groups having income level of BDT.10000-
20000 and less than BDT. 10000 (76% and 79% respectively). Table-2 also represents that among the 
respondents, people having age of more than 35 years are more satisfied (which is 86%) than the other two 
groups (18-25 years and 25-35 years ) having the satisfaction level of 83% and 63% respectively. While studying 
the religion group, it has been observed that the size of Non-Muslim customers is small but the satisfaction level 
is really higher (89%) than that of the Muslim respondents (77%).  
 
6.2 Cross Sectional Analysis 
Here Chi-square test has been made between different demographic groups and their satisfaction level. In every 
case, the Null hypotheses were “there is no significant difference in the satisfaction level among different 
demographic groups”. In all cases the calculated χ2 is less than the tabulated value at 5% significant level that 
means the null hypothesis cannot be rejected. 
From analysis it has been found that, male are more satisfied than the female, but the difference is insignificant 
that means IBBL provides or tries to provide services to clients irrespective of gender. In case of marital status, it 
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is noticed that married customers are more satisfied than unmarried customers, but the difference is also 
insignificant, as calculated Chi-square is much lower than the table value of chi-square.  
In case of educational level it has been found that, the customers having the education of  undergraduate and post 
graduate level are more satisfied than the group having  high school level education while difference among 
these three groups are insignificant. In case of age level, it observed that respondents with age of above 35 years 
are more satisfied than the other two groups with age of 25-35 years and 18-25 years. Same as before, the chi-
square test shows that the differences among the three groups are insignificant which means the Null hypothesis 
is accepted. 
In case of Income level, people having income of more than BDT.20,000 are more satisfied than the other two 
groups. But, the differences of these groups are also insignificant. So, the null hypothesis is accepted. In case of 
Religion, it is also found that the non-Muslim customers are more satisfied than the Muslim customers. But the 
difference is not significant. The calculated chi-square is lesser than tabulated chi-square. From the above result 
it can be summarized that IBBL is not only a bank for Muslims, but also a bank for customers of all religions.  
 
Table 2. level of satisfaction with different demographic group of respondents 
 
6.3 Ranking on Bank Selection Criteria 
Demographical Groups Satisfaction Level Total Calculated  
χ2 
d.f. Tabulated 
χ2 Satisfied Dissatisfied 
 
Gender 
Male 
 
29 
(82%) 
7 
(18%) 
36 
(100%) 
 
 
0.1660 
 
 
1 
 
 
3.84 Female 
 
12 
(75%) 
4 
(25%) 
16 
(100%) 
 
Marital Status 
Married 31 
(82%) 
7 
(18%) 
38 
(100%) 
 
 
0.6331 
 
 
1 
 
 
3.84 Unmarried 10 
(71%) 
4 
(29%) 
14 
(100%) 
 
Educational Level 
High School 
 
16 
(76%) 
5 
(24%) 
21 
(100%) 
 
 
0.178 
 
 
2 
 
 
5.99 Undergraduate 12 
(80%) 
3 
(20%) 
15 
(100%) 
Postgraduate 13 
(81%) 
3 
(19%) 
16 
(100%) 
 
 
Age Level 
 
 
 
 
 
18-25 Years 
 
10 
(83%) 
2 
(17%) 
12 
(100%) 
 
 
1.98 
 
 
2 
 
 
5.99 25-35 Years 
 
13 
(68%) 
6 
(32%) 
19 
(100%) 
 
35 Years + 
 
18 
(86%) 
3 
(14%) 
21 
(100%) 
Income 
Level 
(Monthly) 
Less than 
BDT. 10000 
13 
(76%) 
4 
(24%) 
17 
(100%) 
 
 
0.117 
 
 
2 
 
 
5.99 BDT.10000-20000 19 
(79%) 
5 
(21%) 
24 
(100%) 
More than 
BDT. 20000 
9 
(82%) 
2 
(18%) 
11 
(100%) 
 
 
Religion 
Muslim 
 
33 
(77%) 
10 
(23%) 
43 
(100%) 
 
 
0.873 
 
 
1 
 
 
3.84 Non Muslim 8 
(89%) 
1 
(11%) 
9 
(100%) 
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Table-3 shows the order of preferences of the bank selection criteria according to their average scores. It also 
shows the standard deviation of the scores of each of the group of bank selection criteria. In order to determine 
customers’ average preference scores to the six broad categories of factors, (compliance, corporal efficiency, 
convenience, confidence, core banking and cost efficiency), preference scores assigned to particular criteria are 
averaged according to their homogeneity. The average score obtained for the compliance was 3.76, for the 
corporal efficiency 3.55, for the convenience 3.47, for the confidence 3.40, for the core banking 3.22 and for the 
cost efficiency 3.24. As suggested by the average scores of theses broad factors, bank customers considered 
compliance factors as the most important in choosing the bank followed by corporal efficiency, convenience, 
confidence, cost benefit and finally core banking.  
Table-3 shows that compliance is the number one factor which shows highest mean of customer’s preferences. 
Here, the customer’s satisfaction level is high as most of the customers put more preferences on this group of 
variables than any other variables and believe strongly that IBBL follows compliance. The second   most 
important factor selected by customers is corporal efficiency. Here, the calculated mean is 3.55.  Respondents 
put more importance to this group of variables. This finding suggests that like conventional banks, IBBL also 
must have to offer faster, experienced and helpful services to the customers. 
The next important factors selected by respondents are convenience and confidence average score of which is 
3.47 and 3.40 respectively. Here the average scores of convenience and confidence imply that, the respondents 
are moderately inclined to these factors. As globalization raised the competition among Islamic banks 
worldwide, IBBL must provide more technological services along with compliance to Islamic Shariah law.  The 
last two factors are cost benefit and core banking which comprises the lowest average scores, i.e., 3.24 and 3.22 
respectively.  Among these six issues respondents impose fewer preferences on these two factors of cost benefit 
and core banking. 
 
Table 3. Ranking of bank selection criteria depending on customer’s preferences 
 
Bank Selection Criteria Value Mean Value Standard 
Deviation 
 
 
 
Compliance 
 
No interest neither paid nor taken on 
savings and loans 
3.52  
 
3.76 
 
 
0.18 
 
Run on Islamic law and Principles 3.79 
Provision of profit sharing investment 
Products 
3.96 
 
Corporal 
Efficiency 
 
Fast and efficient Counter Services 3.38  
 
 
3.55 
 
 
 
0.11 
Speed and Efficiency of Transactions 3.57 
Faster Document Processing 3.67 
Experienced Management Team 3.59 
 
Convenience 
Strong Global network 3.33  
3.47 
 
0.10 Wide electronic Communication System 3.50 
Convenient Branch Location 3.57 
 
Confidence 
Confidence on Bank size in terms of asset 
and Capital 
3.25  
3.40 
 
0.145 
Confidence on Bank’s Management 3.54 
 
Cost Benefit 
Lower Service Charge 3.23  
3.24 
 
0.01 Decent Return 3.25 
 
Core Banking 
Competitive Product Offerings 3.33  
3.22 
 
0.115 Uniform Services in all Branches 3.10 
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7. Conclusion 
The study was conducted to identify the customer satisfaction of different demographic groups of IBBL clients. 
At the same time the study aimed at identifying and ranking the selection criteria that the clients used for 
selecting the same bank. The study clearly shows that there is difference in satisfaction of the customers based 
on their demographic variables. From the study, it is found that male respondents are more satisfied than their 
female counterparts. Education has positive correlation with satisfaction. Higher is the education level, greater is 
the satisfaction of the customers. It is also found that customers having higher income have more satisfaction 
with the services of IBBL. Again, Respondents having age level of more than 35 years prefer the Compliance 
issues more than the young people. The aged people are more devoted to IBBL and their first and foremost 
condition to select IBBL is Compliance, i.e., they believe that the bank follows the Islamic financial system. 
People with lower age group mainly emphasize on corporal efficiency; core banking and cost benefit issues. 
From the study it is also found that, more of the non-Muslim respondents are satisfied (89%) than that of Muslim 
respondents (77%). They can feel that the Islamic financial system is not only for Muslim but also for all other 
people and thus the Bank may get a bigger share of the non Muslim clients. From the cross sectional analysis it 
is observed that level of customer satisfaction do not significantly vary among different groups, i.e., customer 
satisfaction level  among  particular demographic groups seem to be homogeneous. 
Among bank selection criteria, ‘compliance’ receives the highest average preference scores, i.e., respondents 
impose most preferences on provision of interest free loans, run on Islamic law and principles, provision of 
profit-loss sharing principles etc. (despite having a proportion of non-Muslim’s existence in the sample) to 
choose IBBL . The second important factor according to the respondents’ preference level is ‘corporal 
efficiency’. It suggests that while choosing IBBL the respondents highly prefer the faster transaction and 
document processing, experienced management, weekend transactions etc. The third and fourth most important 
criteria to choose IBBL is ‘convenience’ and ‘confidence’ respectively. From this it can be concluded that, the 
respondents moderately prefer the factors of strong global and local network, convenient branch location, 
confidence in bank’s management and bank size of capital and asset etc. to choose IBBL. The fifth important 
criterion to choose IBBL is ‘cost benefit’ and the last essential factor as per respondents is ‘core Banking’. So 
the customers of IBBL prefer these two factors to a lesser extent. 
Day by day the competition is increasing in the banking sector in Bangladesh . For this to prevail in this 
competitive market, IBBL has to be more conscious about the competitive strategy as the bank not only compete 
with other Islamic banks but also with the traditional non-Islamic Banks. So, it needs to remain competitive 
especially by offering good quality products and services to draw and retain Muslim and non-Muslim customers. 
This study may help bank management to develop strategies depending on their customer satisfaction level 
found in this study. At the same time the selection criteria and their preference by the customers will help the 
management to focus on more important service areas that will help them to remain competitive. Due to use of 
relatively small samples, the findings of the study should not be overly generalized. Further study focusing on a 
large number of sample from more branches all over the country is required for innovating customers’ 
preferences and demand to make more proper strategies for IBBL.  
 
References  
Ahmad, A., Rehman, K., Saif, I. & Safwan, N. (2010), “An empirical investigation of Islamic banking in 
Pakistan based on perception of service quality”, African Journal of Business Management, 4(6), 1185-1193. 
Ahmad, K. (2000), “Islamic finance and banking: the challenge and Prospects.”, Review of Islamic Economics, 
9, 57-82. 
Ahmad, M. (2007), “The Attitude of Bank Customers and Professional Bankers towards Islamic and 
Conventional Banks in Bangladesh”, Islamic Banking and Finance: Fundamentals and Contemporary Issues. 
Islamic Research and Training  Institute, Islamic Development Bank.  Jeddah KSA,  Seminar Proceeding 47, 
169-196. 
Ahmad, N  & Haron, S. (2002), “Perceptions of Malaysian Corporate Customers towards Islamic Banking 
Products & Services”, International Journal Of Islamic Financial Services, 3(4), 13-29. 
Al-Ajmi, J.,  Hussain, H.A. & Al-Saleh, N. (2009), “Clients of conventional and Islamic banks in Bahrain, how 
they choose which bank to patronize”, International Journal of Social Economics, 36(11), 1086-1112. 
Research Journal of Finance and Accounting                                                                                                                                    www.iiste.org 
ISSN 2222-1697 (Paper) ISSN 2222-2847 (Online) 
Vol.4, No.11, 2013 
 
36 
Al-Sultan, W. (1999), “Financial characteristics of interest-free banks and conventional banks”, PhD 
dissertation, University of Wollongong, Wollongong. 
Amin, M. & Isa, Z. (2008), “An examination of the relationship between perception of service quality and 
customer satisfaction: a SEM approach towards Malaysian Islamic banks”, International Journal of Islamic 
Middle Eastern Finance and Management, 1(3), 191-192. 
Anderson, E W., Fornell, A. & Rust, R T. (1997), “Customer  Satisfaction, Productivity, and Profitability: 
Differences between Goods  and Services”, Marketing Science, 16(2), 129-145. 
Anderson, E W., Fornell, C. & Mazvancheryl, S. K. (2004), “Customer satisfaction and share holder value”,  
Journal of Marketing, 68(4), 172-185. 
Anderson, E.W. & Mittal, V. (2000), “Strengthening the satisfaction-profit chain”, Journal of Service Research, 
3(2), 107-20. 
Anderson, W., Cox, J. E. P. &  Fulcher, D. (1976), “Bank selection decisions and marketing segmentation”,  
Journal of Marketing, 40(1), 40-45.  
Athanassopoulos, A. D. &  Labroukos, N. S. (1999), “Corporate  Customer  Behaviour  Towards  Financial  
Services:  Empirical  Results  From  the  Emerging  Market  of  Greece”, International  Journal  of  Bank  
Marketing, 17(6), 274-285. 
Bielski,  L.  (2004), “Are  you  giving  your  customers the  right  experience?”, ABA Banking Journal, April,  
29-33. 
Bolton, R. N. (1998), “A dynamic model of the duration of the customer's relationship with acontinuous service 
provider: The role of satisfaction”,  Marketing Science, 17(1), 45-65. 
Boyd, W L., Leonard, M. & White, C. (1994), “Customer Preferences  for  Financial  Services:  An  Analysis”. 
International  Journal  of  Bank  Marketing, 12(1), 9-15. 
Caru, A. & Cugini, A. (1999),  “Profitability and customer satisfaction in services”. International Journal of 
Service Industry Management, 10(2), 132-157. 
Chapra, M. U. (2000), “Why has Islam prohibited interest: rationale behind the prohibition of interest”,  Review 
of Islamic Economics, 9, 5-20. 
Dispensa, G. (1997), “Use logistic regression with customer satisfaction data”, Marketing News, January 6, 13. 
Dusuki, A. W. & Abdullah, N. I. (2007), “Why do Malaysian customers patronize Islamic banks?”,  
International Journal of Bank Marketing, 25(3), 142-160.  
Erol, C. & El-Bdour, R. (1989), “Attitudes, behaviour and patronage factors of bank customers towards Islamic 
banks”, International Journal of Bank Marketing, 7(6), 31-37. 
Erol, C., Kaynak, E. & El-Bdour, R. (2007), “Conventional and Islamic banks: patronage behaviour of Jordanian 
customers”, International Journal of Bank Marketing, 8(4), 25-35. 
Fornell, C. (1992), “A national satisfaction barometer: the Swedish experience”, Journal of Marketing, 56(1), 6-
21. 
Gait, A. & Worthington, A. (2008), “An empirical survey of individual customer, business firm and financial 
institution attitudes towards Islamic methods of finance”,  International Journal of Social Economics, 35(11), 
783-808. 
Gounaris,  S. P.,  Stathakopoulos, V.  & Athanassopoulos, A. D.  (2003), “Antecedents to Perceive Service 
Quality: An Explanatory Study in the  Banking  Industry”, International  Journal  of  Bank  Marketing, 21(4), 
168-190.  
Gulledge,  L.  (1996), “Satisfaction  measurement  is  more  than  doing surveys”, Marketing News, 30(22), 8. 
Haque, A., Osman, J. &  Ismail, A. (2009), “Factor influences selection of Islamic banking: a study on 
Malaysian customer preferences”, American Journal of Applied Sciences, 6 (5), 922-928. 
Haron, S., Ahmad, N. & Planisek, S. L. (1994), “Bank patronage factors of Muslim and  non-Muslim 
customers”, International Journal of Bank Marketing, 12(1), 32-40. 
Hassan,  M., Khan, M. &  Shahid, A. (2007), “Banking behaviour of Islamic bank customers in Bangladesh”, 
Journal of Islamic Economics Banking and Finance, 3 (2), 160-194. 
Research Journal of Finance and Accounting                                                                                                                                    www.iiste.org 
ISSN 2222-1697 (Paper) ISSN 2222-2847 (Online) 
Vol.4, No.11, 2013 
 
37 
Hassan, M.  K. &  Ahmed, M. (2001), “Islamic versus conventional banking: A survey of their apparent 
similarities and differences”, Working paper.  
Hegazy, I. A.  (1995), "An  Empirical comparative study between  Islamic and commercial banks’ selection 
criteria in Egypt”,  International Journal of Commerce and Management, 5(3), 46 – 61. 
Henry, C. M. & Wilson, R. (2004), The Politics of Islamic Finance, Edinburgh University Press, Edinburgh, 
307. 
Holliday, K (1996 ), “Keeping  close to  the customer”, Bank Marketing, 28(6), 14-19. 
http://bankinfobd.com/banks/24/Islami_Bank 
http://www.islamibankbd.com     
Iqbal, Z. & Mirakhor,  A. (2007),  An Introduction to Islamic Finance: Theory and Practice. John Wiley & Sons 
(Asia) pte. Ltd, Singapore. 
Ittner, C. D. &  Larker, D. F. (1996),  “Measuring the Impact of Quality Initiatives on Firm Financial 
Performance”,  Advances in the Management of Organizational Quality, 1, 1–37. 
Jamal, A. & Naser, K. (2002),  “Customer  Satisfaction  and  Retail  Banking:  An  Assessment  of  Some  Key  
Antecedents  of  Customer  Satisfaction  in  Retail  Banking”, International  Journal  of  Bank  Marketing, 20(4), 
146-160. 
Jamal, A. (2004), “Retail banking and customer behavior: a study of self concept, satisfaction and technology 
usage”,  International Review of Retailing, Distribution and Consumer Research, 14(3), 357-379. 
Karim, A.A. & Affif, A.Z. (2006), “Islamic banking consumer behaviour in Indonesia: a qualitative approach”, 
paper presented at the 7th International Conference on Islamic Economics, King Abdul Aziz University, Jeddah, 
Saudi Arabia. 
Kaynak, E. & Yavas, U. (1985),  “Segmenting the Banking Market by Account Usage: An Empirical 
Investigation”, Journal of Professional Service Marketing, 1, 177-188.  
Kaynak, E., Kucukemiroglu, O. & Odabasi, Y. (1991), “Commercial Bank Selection in Turkey”. International 
Journal of Bank Marketing, 9(4), 30 – 39. 
Keuhn, K. & Bley, J. (2004), “Conventional Versus Islamic Finance: Student Knowledge and Perception in The 
United Arab Emirates”, International Journal of Islamic Financial Services, 5(4), 17-30. 
Khazeh,  K & Decker, W.H. (1992), “How customers choose banks?”,  Journal of Retail Banking, 14(4), 41-44.  
Knight, M. D. (2007),  “The growing importance of Islamic finance in the global financial system”,  Remarks at 
the 2nd Islamic Financial Services Board Forum, Frankfurt, 6 December 2007. Downloaded on January 10, 
2008 from http://www.bis.org/speeches/sp071210.htm  
Kotler, P. & Armstrong, G. (1999), Principles of Marketing, 8th ed., Prentice-Hall,Englewood Cliffs, NJ. 
Levesque, T. & McDougall, G. H. G. (1996), “Determinants of Customer Satisfaction in Retail Banking”, 
International Journal of Bank  Marketing, 14(7), 12-20. 
Lopez, J., Hart, L. K. & Rampersad, A. (2007), “Ethnicity and customer satisfaction in financial services sector”,  
Managing Service Quality, 17( 3), 259-274. 
Mamun, Dr. M. Z. (2011). “Prospects and Problems of Islamic Banking from Bank’s Perspective: A Study of 
Bangladesh”,  Presented at 8th International Conference on Islamic Economics and Finance, held on 19-21 
December, 2011 Qatar, Doha   available at http://conference.qfis.edu.qa/app/media/233 
Metawa, S. A.  & Almossawi, M. (1998), “Banking behavior of Islamic bank customers: perspectives and 
implications”, International Journal of Bank Marketing, 16(7), 299-313. 
Naser,  K.,  Jamal, A. &  Al-Khatib, K.  (1999), “Islamic  Banking:  A  Study  of  Customer  Satisfaction  and  
Preferences  in  Jordan”, International Journal of Bank Marketing, 17(3), 135-150.  
Okumus,  S. H. (2005), “Interest free banking in Turkey: a study of customer satisfaction and bank selection 
criteria”, Journal of Economic Cooperation, 26(4), 51-86. 
Osman, I., Ali, H.,  Zainuddin, A., Rashid, W.E.W. & Jusoff, K. (2009), “Customers satisfaction in Malaysian 
Islamic banking”, International Journal of Economics and Finance, 1(1), 197-202. 
Research Journal of Finance and Accounting                                                                                                                                    www.iiste.org 
ISSN 2222-1697 (Paper) ISSN 2222-2847 (Online) 
Vol.4, No.11, 2013 
 
38 
Othman, A., & Owen, L. (2001), “The multi dimensionality of Carter Model to measure customer service quality 
(SQ) in Islamic banking industry: a study in Kuwait finance house”, International Journal of Islamic Financial 
Services, 3(4), 1-12. 
Rashid, M., Hassan, M.  K. &  Ahmad, A. U. F. (2008), “Quality perception of the customers towards domestic 
Islamic banks in Bangladesh”, Journal of Islamic Economics Banking and Finance, 5(1), 109-130  
Ross, D. (1989). “Your banks and how to choose them”, Accountancy, 104, 130.  
Solomon, M. (1996). Consumer Behavior (2nd ed.). Allyn & Bacon, USA, 346. 
The Daily Star (2011, July 22). Online Version. Available at http://www.thedailystar.net/newDesign/news-
details.php?nid=195171  
Wells, W. &  Prensky, D. (1996), Consumer Behavior, John Wiley & Sons, New York,  411. 
Wilson, R (1995). “Marketing strategies for Islamic financial products”,  New Horizon, 39, 7-9. 
Yava,  U., Bankenstein, M. &  and  Stuhldreier, U. (2004),  “Relationship  Between Service Quality and 
Behavioral Outcomes: A Study of Private  Bank Customer in Germany”,  International Journal of Bank 
Marketing,  22(2),  144-157. 
Zainuddin, Y.,  Jahyd, N. &  Ramayah, T. (2004), “Perception of Islamic banking: does it differ among users and 
non users”, Jurnal Manajemen dan Bisnis, 6( 3), 221-232. 
Zeithaml, V. A. (2000), “Service Quality, profitability and the Economic Worth of customers: what we know 
and what we need to learn”,  Journal of the Academy of Marketing Science, 28(12), 67-85. 
 
 
 
This academic article was published by The International Institute for Science, 
Technology and Education (IISTE).  The IISTE is a pioneer in the Open Access 
Publishing service based in the U.S. and Europe.  The aim of the institute is 
Accelerating Global Knowledge Sharing. 
 
More information about the publisher can be found in the IISTE’s homepage:  
http://www.iiste.org 
 
CALL FOR JOURNAL PAPERS 
The IISTE is currently hosting more than 30 peer-reviewed academic journals and 
collaborating with academic institutions around the world.  There’s no deadline for 
submission.  Prospective authors of IISTE journals can find the submission 
instruction on the following page: http://www.iiste.org/journals/   The IISTE 
editorial team promises to the review and publish all the qualified submissions in a 
fast manner. All the journals articles are available online to the readers all over the 
world without financial, legal, or technical barriers other than those inseparable from 
gaining access to the internet itself. Printed version of the journals is also available 
upon request of readers and authors.  
MORE RESOURCES 
Book publication information: http://www.iiste.org/book/ 
Recent conferences:  http://www.iiste.org/conference/ 
IISTE Knowledge Sharing Partners 
EBSCO, Index Copernicus, Ulrich's Periodicals Directory, JournalTOCS, PKP Open 
Archives Harvester, Bielefeld Academic Search Engine, Elektronische 
Zeitschriftenbibliothek EZB, Open J-Gate, OCLC WorldCat, Universe Digtial 
Library , NewJour, Google Scholar 
 
 
